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COMPLAINT INVESTIGATION FORM 


if there is an jssye with more fhan one veterinarian please file 


separate Complaint Investigation Form for each veterinarian 
PLEASE PRINT OR TYPE 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CvT: Dr. Heather Lindgren 


Premise Address: 5404 E Southern Ave, Mesa, AZ 85206 
City; Mesa State: Az. _ Tip Code: 85206 


Telephone: 


B, INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT?: 
Address: ———— 
Cly;#==>_ Stott Tip Codd: SS 
Home Telephone: Cell Telephone: “= 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S, § 41-1010, IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WiILI. RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 
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C. PATIENT INFORMATION (1): 
Name: Rophie Sciandra 


Breeci/Species; Domestic Medium Long Hair Cat 


5 Sex: Male Color: Tuxedo 


Age: 


PATIENT INFORMATION (2): 
Name: 
Breed/Species: 
Age: 


SOx). = Color 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


No vet saw him. A Vet tech touched hid bladder. That was It. 
Dr. Heather Lindgren Is the physician responsible for that facility location. 


E. WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 
None 


Attestation of Person Requesting Investigation 


By signing thls form, | declare that the Information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or Information necessary to complete the 


investigation of this case. _ E 
Signature: if Ua Zs Con NA 
Date: + 202. 
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F. ALLEGATIONS and/or CONCERNS: 
Please provide all Information that you feel is relevant to the complaint. This 
portion must be either typewritten or clearly printed in Ink, 


| was not told when | did the pre paperwork via phone that there was an 8 hour walt 
time. | was told when | was in the parking lot. | Immediately calledmy friend who made 
the deposit via credit card as | handed my phone to the front office girl. | went into a 
roam and walted for a tech to triage Rophie, When | went into the room shejust put her 
hand on his bladder and said it ig soft, not distended or full which is good, | then was 
waiting for someone to comeback in to do the rest of the triage visit which are all the 
vitals, An hour goes by and | go to the desk and said is someone galng to come back 
and look.at him, She said we are walting on the deposit which was already made. So 
ZERO communication between front and back office. So | continue to wait. After an 
hour | go back out and the male tech rudaly tells me the triage was completed and | 
said no. | am in there an hour, no one came in, and nothing has been done. He sald a 
tech will be in shortly. Now | am on my third hour and nothing. After several times to the 
desk no one Is doing anything other than sitting at the desk. Waiting room was not full 
and |} still have no triage, no medical attention, not even a spot check to see how he is 
doing. Since | need him seen, | sit another hour. By this time Rophie is STILL sitting in 
his carrler shaking and has just urinated on himseif. | go out to the desk and get the 
male tech and he is clearly annoyed tthat | needed his help. | told him that Rophie 
urinated on himself, ls shaking , and scared and | need something to wipe up the urine 
in the carrier. He abruptly hands me a stack of paper towels and sald "He is FINE!" | 
said really. He just urinated on himself, he is shaking , and | am In an emergeny 
hospital so how Is he fine??? | told him to get out. The front office comes in and says i 
can give you a number to one of our other locations or we can call you when he is being 
seen, | sald | will never go to another of these locations EVER and | am nat leaving. 
She was strongly urging me leave. | will not leave him or any of my other babies least 
of all under this unprofessional, insensitive, unacceptable, environment. Rophie has 
been In 5 different foster homes and Is already terrified. | am his permanent home and 
love him with all my heart. | now am waiting another hour and still nothing, | ask for 
food and water for him and they give me slop which he won't even eat or drink water. ‘| 
am told it could be longer than 8 hours beacause if they do blood work it takes an hour to 
come back. So now It Is 6:30 and | am looking at 1am. They expect Rophie to sit in the 
carrler until the next morning, That is borderline animal abuse, | asked her if | could 
order blood work and she said no. Which | find unusual because the mobile doctor 
whom | called today Monday June 7th sald yes we can do blood work and'she has not 
examined him yet but | requested it since It is a potential UTI problem. The front office 
girl said she would check the board and send a tech In. Another 30 minutes go by and 
nothing, | went out to the desk told them | want the deposit refunded back to the card 
and a recelpt to prove It and | expect It to be done immediately because | am taking 
Rophle and leaving. The deposit was refunded and | left with NO medical attention or 
the treatment plan. | told them there will be consequences for thelr unprofessionalism 
80 | am filing this complaint. 
There was no care given or treatment plan, What was administered was 
unprofessionalism, rude behavior, Zero organization, and fallure to make me aware of 
the 8 hour wait. This has very little to do with me and the walt time. If Rophie was 
getting the attention and care: throughout the 4 and a half hours ( sat there, | would not 
be filling out this form and Rophie would be better and not continue to have blood in his 
urine, The level of unprofessionalism Is beyond my comprehension, | checked their 
reviews and they have earned every negative review they received, | will never return 
to that clinic ever aaain. 
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Arizona Veterinary Medical Examining Boar 


1740 W. Adams St. Ste 4600 
Phoenix, AZ 85007 


June 17, 2021 


Re: Reference number 21-149 
To Whom It May Concern: 


I am responding to the complaint number 21-149 regarding Mia Sciandra and her cat 


Rophie. 

oo 
Ms. Sciandra presented to 1° Pet Veterinary Centers emergency depastment in Mesa on 
6/5/21. Her pet was triaged by Victoria Duran, CVT. Rophie’s vitals were documented. 
Rophie’s temperature was not taken and he was not yet weighed, as Rophie was reported 
to have high fear, anxiety and stress upon presentation. Ms. Sciandra presented Rophie 
with the primary complaint of intermittent blood in his urine for over a year duration. 
Victoria deemed Rophie to be a stable enough to wait to be seen. He was not in critical 
condition at the time of presentation. His bladder was palpated by Victoria and she did 
not feel that Rophie needed to be moved ahead of the other patients waiting. During their 
wait in the exam room, Rophie did urinate in his kennel, which was another indication 
that he was stable and not in a crisis from urinary obstruction. If a technician is not sure 
about a pet’s bladder or pain, a doctor is asked to evaluate as well. Ifa patient that is 
waiting is in obvious pain, a pain injection is offered to patients even while they wait to 
be seen by a doctor. There are several documented communications from the staff as to 
the stability of her pet and as to the long wait time. Our policy is to collect the doctor 
exam fee upon presentation. This was later refunded to the client when she decided not 
to stay to wait to see the doctor. 


1 am sure that I do not need to inform you on the level of busyness in the veterinary field 
currently. We are under unprecedented patient volume and wait times. We are also 
under severe shortages in staffing. While we all continue to provide the very best 
customer service and patient care, we are many times at capacity and long wait times are 
areality. Iam confident in the skills and abilities of my staff to triage and identify 
critical vs stable patients. Rophie was deemed to be stable and there was a long wait. 
Our clients are given the option to wait with their pet in an exam room or they can drop 
off their pet to wait in hospital. We then call with a plan, once their pet has been 
examined by a doctor. © 


I can understand that it is stressful to come into a veterinary hospital with a stressed cat 
when you are worried about what is going on. We can always improve on how we 
communicate and how we make people feel. I am sorry that she did not have a good 
experience at our hospital and this is not the customer experience we strive for. The fact 
of the matter is that her pet was more stable than the current patients being seen and the 
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day she presented, we had a very long wait time. This is very common for our hospital 
currently and we are doing the very best we can. 


I do not feel that Rophie was abused or mistreated in any way. A long wait time does not 
justify that. 


I truly hope that Rophie got the care he needed. 


Sincerely, <M ein orden 
VM, CCRT 


Dr. Heather Lindgren D 

Mesa Hospital Director 

1* Pet Veterinary Centers Mesa 
AZ License # 4062 
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Douglas A. Ducey 


- Governor - 


Victoria Whitmore 
- Executive Director - 
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INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Adam Almaraz - Chair 
Amrit Rai, DVM 
Steven Dow, DVM - Telephonic 
Gregg Maura - Absent 


STAFF PRESENT: Tracy A. Riendeau, CVT — Investigations 
Marc Harris — Assistant Attorney General 


RE: Case: 21-149 
Complainant(s): Mia Sciandra 
Respondent(s): Heather Lindgren, DVM (License: 4062) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 6/7/21 Laws as Amended August 2018 
Committee Discussion: 11/2/21 (Lime Green); Rules as Revised 
Board IIR: 12/8/21 September 2013 (Yellow) 


On June 5, 2021, “Rophie," a 55-year-old male domestic short hair cat was presented to 
Respondent's premises due to blood in urine. Technical staff triaged the cat and determined 
the cat was stable to wait to be seen. 

After waiting 4+ hours, Complainant left the premises without the cat being evaluated. 


Respondent is the responsible veterinarian for the premises. 


Complainant was noticed and did not appear. 
Respondent was noticed and appeared telephonically. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
° Complainant(s) narrative: Mia Sciandra 
e Respondent(s) narrative/medical record: Heather Lindgren, DVM 


21-149, Heather Lindgren, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On June 5, 2021, the cat was presented to Respondent's premises with concerns of blood 
in the urine. Complainant reported that the cat had a small drop of blood in his urine 
sporadically for over a year. The cat will go a month without any blood in the urine, and then 
have a few drops. The cat had been seen in the past, but nothing was found and was put 
on a calming urinary diet. Complainant discontinued as she did not feel it was helping. The 
cat had been making frequent trips to the litterbox over the past few weeks and will 
sometimes vocalize when in there. The cat urinated a large amount of blood prior to arriving 
at the emergency facility. 


2. CVT Duran obtained the heart rate (220) and respiration rate (45); no weight or 
temperature was obtained due to the cat's temperament at the time. She was able to 
palpate the cat's bladder, which was somewhat full but soft. 


3. During the wait time, Complainant became increasing upset that she had to wait for such 
a long period of time. She claimed the staff was unprofessional. However, the staff stated 
that Complainant was aggressive and rude to them. Staff advised Complainant that there 
were several emergencies ahead of her cat and it would likely be another few hours before 
the cat would be examined by a veterinarian. They did offer her to drop the cat off and they 
could call her when the cat was examined, or Complainant could take the cat to another 
location. Complainant declined both options. 


4. At one point the cat urinated in his carrier therefore staff assisted her by providing her with 
paper towels. 


5. After approximately 4+ hours, Complainant requested a refund of the deposit and left with 
the cat without being evaluated. 


COMMITTEE DISCUSSION: 

The Committee discussed that it was unfortunate that the premises had a prolonged wait 
time for the cat to be seen. Complainant was frequently checking in on and given updates. 
She was given options to go elsewhere or drop the pet off, which Complainant declined. 
COMMITTEE’S PROPOSED CONCLUSIONS of LAW: 

The Committee concluded that no violations of the Veterinary Practice Act occurred. 


COMMITTEE'S RECOMMENDED DISPOSITION: 


Motion: It was moved and seconded the Board: 
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21-149, Heather Lindgren, DVM 


Dismiss this issue with no violation. 
Vote: The motion was approved with a vote of 3 to 0 
The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 


ce 


Tracy A. Riendeau, CVT 
Investigative Division 
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